
B. LSC Senice Order Process Flow

20. The LSC employs essentially the same process flow for manual orders placed by telephone,

courier, U.S. Mail, or facsimile, depending on the nature of the request, and/or the desires of

the CLEC. LSC service representatives receive CLEC requests via simple forms created

locally by SWB or Local Service Requests (LSRs) (as approved for use nationally by the Order

and Billing Form [OBF]). Upon receipt, the LSC logs the request by CLEC (Attachment 2).

The log then is distributed to the Area Manager work group responsible for that CLEC. The

assigned LSC service representative is responsible for reviewing the CLEC service order

request for completeness and accuracy.

21. If the CLEC service order is determined to be incomplete or incorrect, the LSC representative

notifies the CLEC by telephone or by fax of the missing or incorrect information. If the

CLEC is reached by telephone and the necessary information can be secured, the request is

amended and the order is input into the SWB system. If the attempt to reach the CLEC by

telephone is unsuccessful or if the information is to be faxed, the representative will make the

necessary notation on the request form identifying the needed corrections and return it to the

CLEC. (Attachment 3).

22. Once it is determined that the request is complete and correct, the LSC service representative

inputs the order into one of the same legacy systems that SWB retail representatives utilize to

process orders for SWB's retail customers. These systems include Consumer and Business

EASE (Easy Access Service Order Entry), DOES (Direct Order Entry System), and EXACT
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(Exchange Access Control and Tracking). As discussed by Ms. Ham in her affidavit, these

systems are precisely the same systems utilized by SWB's retail service representatives in pre

ordering and ordering services for its own retail customers. A list of services supported by

these systems can be found in her affidavit.

23. Once the manual orders are input and distributed to downstream departments that will

complete the order (see the Affidavit of Linda Kramer concerning the role of SWB's LOC in

provisioning CLEC service orders, and the Affidavit of Michael Auinbauh outlining the

involvement of various SWB departments and organizations in the provisioning of Interim

Number Portability), the assigned telephone number, order number and service due date are

noted on the log. This log is then faxed back to the CLEC and serves as a manual Firm Order

Confirmation (FOC) which provides receipt notification, due date of order, telephone number

assigned, and an order number for reference. The FOC confirms that SWB has received and

processed the order, and provides the "'due date" for provision of the requested service by

SWB to the CLEC.

24. SWB assigns due dates for provisioning of CLEC service order requests on a non

discriminatory basis. The due date selection and provisioning flows (including such things as

line number assignment, facility assignment, etc.) utilized by the LSC for CLEC service

order requests are the same as those utilized by SWB's retail sales representatives for

provisioning service to SWB's retail customers. Due dates for residential and simple

business orders are determined by accessing EASE, and are assigned by work load demand of
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installation forces, regardless of whether the request is made on behalf of a SWB retail

customer or a CLEC. For complex services, due dates are obtained based on the work

involved, using either a predetermined interval or a mutually negotiated due date. Again, the

same methods for due date assignment are utilized by SWB's retail operations.

25. SWB's interconnection agreements specify that SWB will provide CLECs with a FOC within

24 hours of receiving a complete and accurate service order request. However, it is the

LSC's standard practice to return any incomplete/incorrect order requests within a shorter

time frame to enable the CLEC to correct and resubmit the request in sufficient time to meet

its originally requested due date whenever possible.

26. Currently, SWB's provision of FOCs to CLECs is a manual process. A mechanized FOC

Fax/Electronic Entry Process is being developed which will link SWB's service order

database to a fax server process. This fax process will mechanically fax the FOC to the

CLEC with no human intervention. In doing so, it will also provide an audit trail on when

the FOC was returned to the CLEC. A report will be returned to the CLEC including the

due date, order number, listing name, billing telephone number, etc., which are

mechanically generated from SWB's service order database. This system will provide the

capability to run statistics on the average time associated with returning FOC notices,

detailed information associated with each CLEC, and statistics on the different time frames

associated with the various ordering processes, i.e., manual vs. electronic. SWB expects this

new process to be in place by end of the first quarter, 1998.
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27. One area of concern expressed by a few CLECs in state proceedings involves jeopardy

notification, i.e., notice prior to the due date that the service installation may be delayed.

Jeopardy notifications are necessary for a variety of reasons, such as additional design work

or the need to secure network facilities. It is the responsibility of the LSC to inform the

CLEC of the potential missed due date as the LSC is notified of the situation. The LSC

uses the same systems for tracking potential "jeopardy" for CLEC service order due dates

as SWB uses for its own retail operations. The Subscriber Held Order Tracking System

(SHOTS) is used to track service order provisioning activity in jeopardy status. The LSC

service representative checks SHOTS daily for orders in jeopardy. The service

representative will contact the installation control center or engineering group which is

responsible for the CLEC service order in jeopardy, to obtain an estimated due date. The

CLEC is notified of the possible miss and given the estimated revised due date. Follow up

calls are made to verify that revised due dates will be met and the CLEC is kept informed

of any changes.

V. Billing and Collections

28. The LSC is also responsible for billing and collecting monies owed to SWB by CLECs for

services ordered on behalf of their end users. Interconnection agreements specifically address

the CLECs' financial responsibilities regarding bill payment to ensure continuous service to

the end user. It is the responsibility of the CLEC to remit any monies due to SWB, as

stipulated by contract. It is the responsibility of the LSC to ensure that the necessary
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procedures have been put in place to enforce the prompt payment of any monies owed to

SWB.

29. As previously mentioned, in order to establish and maintain parity and uniformity between

similarly situated CLECs in billing and collection procedures on all CLEC accounts for the

five-state region, a centralized group specializing in these activities was created January 1998.

This operation is similar to the billing and collection operation in SWB's retail operations.

This LSC group serves as the single point of contact on all billing and collections issues and

questions CLECs may have. This group monitors all CLEC bills for payment, answers

billing questions, makes adjustments for incorrectly billed amounts and generally performs

the same type of function that any billing and collection unit would for any large company.

This unit was established with initial staffing of one Area Manager, one line supervisor and

17 service representatives. This team is also responsible for resolving any billing disputes

which may arise. Disputed amounts generally occur when a CLEC or SWB has incorrectly

input a service order. Some of the most common types of disputed charges result from failing

to waive installation charges, incorrect tax information which results in an under or over

billing of the account, or incorrectly applied repair charges. To date, the LSC billing and

collections group has been involved in several negotiations with CLECs on bill disputes and

has taken action to investigate and adjust incorrect amounts or explain why the amounts are

correct and collect monies owed to SWB. Interconnection agreements with CLECs require

that any monies that are disputed be deposited by the CLEC into an interest-bearing escrow

account established by the CLEC while the dispute is being resolved. To date, it has been
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necessary to establish only one of these accounts as the LSC and the CLECs have been able to

resolve most situations before they were escalated to a formal dispute process. Lastly, all

collection activity on delinquent CLEC accounts will be initiated by this group, and the group

will work closely with the Account Managers and Legal to ensure contract compliance.

VI. The LSC's Ability to Meet Anticipated CLEC Demands

30. The LSC monitors CLEC ordering activity on a daily and weekly basis to detennine trends

and is prepared to react to any increase in volume. Spikes in order activity are handled by

authorizing overtime; temporarily transferring personnel; or temporarily transferring

responsibility for particular categories of orders from one group to another. Initially

representatives are hired and trained in one discipline, i.e., to handle residential accounts or

simple business accounts. As the need arises on job, these individuals are given additional

training to handle other types of order requests. Additionally, these representatives in tum

may be formally trained to handle other service requests, i.e., complex business accounts or

requests for unbundled network elements. Because of this cross training, many of the LSC

service representatives can handle multiple types of service order requests. This gives the

LSC the flexibility of moving service representatives from one function to another, e.g.,

from business resale to residence resale. Currently, more than 34% of our service

representatives have been trained in an additional function other than that for which they

were initially hired and trained. By the end of 1998, an additional 40% of the LSC service

representatives will be cross-trained in some other function. In the event of a sustained

increase in order activity, an expedited training curriculum exists which will shorten service
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representative training time by more than 33 %, while still equipping the employee with the

basic tools needed to perform the service representative job effectively.

31. To better prepare for CLEC demand, SWB has requested forecasts of expected

transaction/order volumes from several of the larger CLECs. To date, however, few CLECs

have provided any forecast information with which SWB could develop resource strategies. In

the absence of forecasts from the CLECs, SWB has utilized actual historical transaction

volumes as well as its own internal forecasts as the basis for our staffing and planning. Some

of these elements considered by SWB include: CLEC applications for authority to provide

services in each state, CLECs approved and the type of agreements (resale only and/or

interconnection) they have with SWB, CLECs with approved tariffs, discounts for resold

services and marketing efforts of the approved CLECs.

32. Throughout 1997, the LSC has aggressively hired and trained service representatives and

managers to be available for potential order demand. Based on the factors outlined above, as

well as the LSC's commitment to operate without a backlog, the LSC has staffed to its current

level of 735 employees. More than 550 of these employees are service representatives,

trained in processing manual and electronic orders. By year-end 1998, based on forecasted

demand and current production loads, the LSC will require a staff of 745 service

representatives to process the monthly order and order related work.
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33. The Affidavit of Carl Thorsen, a principal of Coopers and Lybrand, contains a detailed

analysis of SWB's current capacity to process manual and electronic order transactions for

resale and unbundled network elements, SWB's ability to respond to increases in both resale

and UNE activity and the sustainability of SWB's ass systems. Details of the process Mr.

Thorsen used in analysis of the LSC's ability to meet order demand are contained in his

Affidavit.

34. As stated by Mr. Thorsen, in December, 1997 the LSC processed 83,543 manual orders,

when its manual ordering capacity during that same month was 432,946 orders. Thus, during

the month in which the LSC handled the most manual orders it had ever processed, it still had

more than sufficient region wide capacity to handle such orders.

35. Staffing and operational procedures are constantly being re-evaluated. However, the above

figures clearly demonstrate that SWB's current capacity greatly exceeds demand. Mr.

Thorsen's analysis further reports that SWB's capacity for processing most types of manual

orders based on current forecasts is more than twice the forecast order volume for every month

in 1998. This capacity, together with the LSC's demonstrated ability to ramp up quickly to

establish workstations, train service representative and establish procedures to stay current

with marketplace developments shows that the LSC can meet the anticipated CLEC demand

for ordering, provisioning and billing services.
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VIll. SWB's Efforts to Accommodate CLEC Requirements

36. LSC has strived to establish a good working relationship with all CLECs. This is done, in

part, by training CLECs to utilize SWB's offerings properly. SWB offers CLEC education in

two As the CLEC's single point of contact for ordering, provisioning and billing and

collection, the categories, i.e., workshops and ass classes. All CLEC classes are instructor

led, in-class sessions. This enables instructor to ensure a quality learning experience and level

of understanding for each student, rather than rely on self-instructional tools. SWB offers a

variety of initial workshops on how to do business with our company. Workshops cover

operational information that is required for both manual and electronic order processes.

Workshops and classes are covered in detail in Mike Auinbauh's Affidavit.

37. These workshops are often followed by CLEC-specific operational workflow meetings which

outline standard practices and procedures and discuss any request made by the individual

CLEC. This gives the CLEC the opportunity to discuss any specific need that may exist in

their business which would require a modification in either their procedures or the

development of a new SWB practice to incorporate that request. Examples of issues that have

been addressed are how the CLEC can submit orders, how due dates are determined, what

charges are applicable to what type of service, etc. Once these specific practices are

established and agreements and contracts are signed and approved, then the CLEC and SWB

can begin business.
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38. Starting a new enterprise is never easy, and SWB recognizes this. Although training and

handbooks are provided, the LSC is called on to help with such tasks as how to get an order

issued, how to order directories, and procedures to follow if special attention is needed for a

service request. For example, when two CLECs in Oklahoma wanted to begin processing

resale and interconnection orders, SWB , at its own expense, sent LSC personnel to their

headquarters and worked with them as they began their order processing. On three separate

trips to these CLECs, an LSC communications consultant trained the CLEC personnel on how

to complete the appropriate request forms for resale and interconnection order requests.

Copies of the fonns as well as a manual on the ordering guidelines for both of these services

were provided. Both companies expressed appreciation for our efforts.

39. When problems occur in meeting CLECs' expectations, the LSC has worked cooperatively

with CLECs to resolve them. One such area is SWB's provisioning of Interim Number

Portability (INP). Through INP, SWB customers who switch to service provided by CLECs

can continue to be reached at their old SWBT number even though, in most instances, those

customers are assigned a new CLEC number. As described in detail in the Affidavit of

Michael Auinbauh, INP is provided to switch-based CLECs, in those instances in which the

CLEC has acquired a former Southwestern Bell customer and seeks to transfer service from

Southwestern Bell. Accordingly, the provision of INP involves the transfer of a switch

based service from SWB to the CLEC. As Mr. Auinbauh points out, this transfer of service

requires a tremendous degree of coordination and cooperation between SWB and the CLEC,
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and between internal SWB departments and organizations, in order to ensure that the

transfer is accomplished with a minimum degree of disruption to the end-user.

40. The LSC is responsible for handling CLEC order processing for INP. In order to provision

INP, the LSC service representative enters orders into the appropriate SWBT legacy systems

to disconnect the end-user's SWBT dial tone, and to activate INP by Remote Call

Forwarding the old SWBT number to the end-user's new CLEC number. The LSC service

representative types these INP orders into the exact same systems used by SWBT to

provision vertical line features, including Remote Call Forwarding, for its own retail

customers.

41. In order to ensure that service is not disrupted to the CLEC end-user, it is important that

downstream SWB departments and the CLECs work the "disconnect" and "new connect"

orders simultaneously. Working of the order to disconnect must be immediately followed

by working of the reconnect order (including, where necessary, "hands-on" work on the

central office frame to remove the cross-connect between the SWB loop and switch, and

placement of a new cross-connect from the SWB loop to the CLEC switch) or service to the

end-user will be disrupted ..

42. In order to make sure that the disconnect and new connect orders for INP are properly

associated with each other by the various SWB departments, the LSC service representative

inputs the service orders as CRO, or Cross Related Orders. This tells all downstream
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organizations that this is one of two orders that need to be worked simultaneously. The due

date is determined according to guidelines contained in the SWB interconnection agreement.

Under these guidelines, SWB generally returns INP due dates on orders involving 1-10 lines

within 5 days; 11-20 lines within 10 days; and more than 20 lines, based on negotiations

with the CLEC. The orders also contain a notation that the order is part of a coordinated cut

and they contain a frame due time, which is based on customer request. The frame due time

is the time assigned for the INP cutover to be activated. Inclusion of the frame due time on

the INP orders tells the central office frame attendant that the order is not to be worked until

the specified time. However, wherever possible, SWB tries to accommodate CLEC requests

for shorter time frames, and has provided many cutovers on a shorter time frame than that

required by the wording of the interconnection agreement.

43. In the initial rollout of its INP service, SWB experienced some problems when disconnect

and new connect orders were not properly associated in the system, or were misread by

frame attendants in the central office. This resulted in some disconnection of service to

CLEC end-users. On review, SWB discovered that such problems resulted from a number

of causes, including failure of LSC service representatives to correctly flag the orders as

RRSO, and to properly designate frame due times. Problems were also created by failure on

the part of CLECs to provide correct information on the service order request, and to

provide sufficient advance notice of a change in the requested due date. In response to these

problems, the LSC has undertaken to reinforce with its service representatives the

importance of properly inputting all required information on all INP service orders. The
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LSC also has sought to improve communication with CLECs regarding the importance of

providing sufficient notice for changes in INP due dates, and of providing correct

information as part of its service request. Finally, the LSC has worked to coordinate efforts

with other SWB departments to ensure that INP orders are worked with as little disruption

as possible. For instance, the LSC service representative contacts the SWBT LOC before

the INP orders are released to confirm the due date and frame due times, and to make sure

the LOC is aware that release of the order is imminent.

44. To further ensure that INP procedures work properly, SWB initiated a weekly, inter

departmental conference call to review all of the INP cuts for the previous week. On this call

we discuss any cutover problems that have been encountered. On cuts that had problems, a

"root cause analysis" is performed to determine what the problem was and what can be done

to prevent similar problems. These meetings began in December 1997 for Oklahoma and have

now expanded to the five-state region.

45. As a result of these efforts, SWB is able to port numbers for CLECs in Oklahoma and

throughout its five-state region smoothly and without disruption to the end-user. For

example, in April of 1997, SWB worked a complicated, 1200 line INP cutover for one

CLEC in Oklahoma. Among other things, working this order involved the issuance of 2400

separate "disconnect" and "reconnect" orders by the LSC; two switch upgrades on an

expedited basis (requiring intervention with the switch vendor); and working from 6:30 p.m.
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on a Friday evening until 6:00 p.m. on Saturday to complete the job on the schedule

requested by the CLEC. Internal coordination by SWB, coupled with cooperation and

communication from the CLEC, resulted in the cutover proceeding as scheduled and without

service disruption to the CLEC customer.

46. The Affidavit of Mike Auinbauh fully outlines the complexity of the INP process and the

importance of coordination, communication and cooperation between SWBT and the CLEC,

while the Affidavit of Linda Kramer explains the INP coordination function performed by

SWB I s LOC. As this affidavit, together with the Affidavits of Mike Auinbauh and Linda

Kramer demonstrate, SWB has devoted the time and effort necessary to ensure that INP is

provided to CLECs "with as little impairment of functioning, quality, reliability, and

convenience as possible" in compliance with Section 271(c)(2)(B)(xi).

47. As we establish business relationships with the CLECs, SWB is committed to continuing its

tradition of excellent customer service. As in any alliance, there may be occasional

problems that occur and the customer may complain to a higher authority, both internally to

SWB management or externally to regulatory agencies. The LSC has implemented a

structured procedure for handling all formal and informal complaints, and manager

involvement is required as resolutions are reached. When a complaint is received in the

LSC, it is immediately referred to a manger whose responsibility it is to complete the

appropriate tracking form (Attachment 6), and hand deliver this form to the manager who

will complete the investigation. The investigation gets underway, and resolution is quickly
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sought. This manager, along with their Area Manager, will review the initial complaint form

for accuracy and completeness and delivery a copy of it to the District Office for tracking.

Within 24 hours, a status report must be submitted on a second form. This process

continues for every 24-hour period that the complaint is unresolved. Once resolution is

reached, a fInal form closing out the complaint is completed.

48. An example of this is a current situation with Western Oklahoma Long Distance d/b/a Dial

Tone Savers (DTS). The LSC has been working diligently with DTS to come to an agreement

on billing matters, even sending a team of three LSC employees (an Area Manager, a line

manager and a service representative) from Dallas, at SWB's own expense, to meet with DTS

at their offices in Clinton, Oklahoma. During that meeting, the LSC team pointed out that

DTS had been issuing orders incorrectly, causing some of the disputed amounts. At the same

meeting, SWB pointed out adjustments for some charges which had been incorrectly billed to

DTS and which had already posted to DTS' accounts and had been reflected on their bills, but

which DTS appeared not to know occurred. At this meeting, the SWB representatives also

assisted the DTS representatives in discerning how to identify the charges and adjustments in

question on an Electronic Data Interface (EDI) bill. In January 1998, as a result of requests

made by DTS, certain local enhancements and changes were made to the EDI bills rendered to

CLECs by SWB. During the course of these negotiations, DTS fIled an informal complaint

with the FCC and the Oklahoma Corporation Commission outlining their billing problems and

other concerns. On resultant conference calls, the FCC took the position that SWB and DTS
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should be able to resolve these issues without the Commissions' intervention (see Attachment 7

for correspondence summarizing the details).

49. As discussed throughout this affidavit, SWB has committed substantial resources assisting

CLECs successful entry into the local marketplace. The services provided and efforts

expended demonstrate SWB's dedication to this growing market.

50. This concludes my affidavit.

The infonnation contained in this affidavit is true and correct to the best of my knowledge and belief.

Nancy J. Lowrance

Subscribed and sworn to before me this day of , 1998.---- --------

NOTARY PUBLIC

My commission expires:

23



Southwestern Bell Attachment 1

1997
Order Volume

Mechanized vs Manual

90000

83543

80000 •
73737

70000 •
62565

60000 I • 55495

50000
I

C11 42612 43393

E 39632 39865
:J 40000 37114 - 37011-0 • 32761
>
L. 30000
C11
"C I 22033L.

0 20000

10000

I • • • • 77

a -I-- ----1-----l----------t~--~ ---I----\-~---t___--I---1-
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

[
---------------- ]
• Mechanized. Manual
-.__ •..- ---'--- '--- ---- -"-- _. ---



~ to I
~

..
.~

...
~

Ilo.....
X

N cr:

a
UJ

i
... ...J
fII U...,

~
•..
J-

~
<

J
W
W
J:..

~o
...J

• C-)

.: r:P
IS""

a: -:f..

~ ~
\.(1

to :l!:
Z
flJ

~I«
0

I



~ .. J1:1 ~• co

~ ~
:x:
a:
w

a : -'
t)

rt'I
, .

§ ..

'""
% ...

~
~
u '-<

~5 '4
~

/)c '-l

~
tJ

\-
~

\i"

1 ~~
.) ,I

~
-% ~ \....,

~
(-:0 \J \ I 1'0III M '-. 1::> ~ -~

'1"'\ I

~
( --

E~ ~ -1 ~
"-

~
"- -i ~ p-

til ~ \-

\ '~
% ~

~ ~ It ~I- ~
,... '.:l ~

~J .0.

~ ~
~

~ ~ \{\ ;; 2
~

.......: -
l-

~\
~~ ~ ~

~w
UJ r.2 I

,
I

\
\ \ \ .~~ ~ \

\ I

I:I: I f' 'fIVI o Q .(....... ......z

~ II \
- .\\c.-' I

1\'1
, \

1 \ ~
\

a:
~

......0 II; r&l I

\ \~
...J

~ ~
-\ 0 !

~\

~ ~ .~
~ ~ ~ I ~

v f Qj8 ! "\l rJ
~ N ~ E: a rJ"!II: cco

....

I.:
~

•,



Southwestern Bell
Total Order Volume

1997

Attachment 4

140000
132665

120000 .

100000

I 90868
--OJ

E
::J 80000-0
>
~ I 61670
CD 60000'0
~

0 I 45787

39782 41288

40000 r _'"~ 11- 37784

22033

~~+l

Of-.- I I ----+-.----j--- -t-- I~ +-

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC



Oklahoma
1997

Order Volume
,------------------_._-------- ---_.~------------

6000

Attachment 5

--- ---- ---- ------- ---- -------- ----

5657

~

E
::J-o
>
~

~

'C
~

o

5000

4000

3000

2428

2000

1000

363

9 33 45 -
o I~--+------t-- 1--------+-

JAN FEB MAR APR MAY

--------_._- --

950

I
764

1--+ 1-1+
JUN JUL AUG

4153

SEP OCT NOV

5358

DEC



ATTACHMENT 6

CUSTOMER COMPLAINT INVESTIGATION

COMPLAINANT:

DATE/TIME RECEIVED:

TYPE OF COMPLAINT:

COMPLAINT SOURCE:

NATURE OF COMPLAINT:

INVESTIGATION:

COMPLAINT DISPOSITION:

DATE RESOLVED:

MANAGER NAME/CONTACT NUMBER:

PROPRIETARY
Not for use or disclosure outside Southwestern Bell except under written agreement.
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ATTACHMENT 7 P~GE 1

--:. . February 2, 1998

Mr. Anpl Carupu
En(Olftmcnt Division
Common Carrier Bureau
federal cOrnllluniQtions Commission
2025 M Street,N.W.,I.OOll\ 6331
WashiDgtOa. D.C. 20554

Roe: Westm\ Oklahoma Leng Distanc:e dIbJ~Dia1 Tone Savers
Infonnal Complaint-IC No. 98-12171037S3DF

Mr.C~:

The above-mentioned complaint was received by facsimile an Janua:y 6, 1998. This lener
repons the progress caw following the Commission's January 9.1998 and January 20, 1991
conference c::a1ls with Southwestern Bell Telephone Company (SWB) and WeStern Oklahoma
Long Distanc:e d/b/a Dial Tane Savers (.Drs), aDd 5en'tS as SWB'5 answer 10 this complaint.

SWB emphasizes here, as it did on me Imua:y 20, 1998 conference calI, th~t the matters raised
by DrS in i1:5 informal complaint are go\'emcd by the terms and conditions aftht lWale
Agreement enteRd into betweeD S'\lIB and Drs and approved by the Oklahoma Carporation
Commission r'OCCj. TbRes;le Agreement betWeen SWB and D1S provides a m«banism fer
handling disput:s, whether relatl=d to billing or ather matters, and governs the manner io whicll
SWB and DTS baDdlc the present dispute., as well IS any dispute(s) which might arise in the
Nt\R.

The ",l1illl diu whidl SWB provides DTS is transmitted utilizing the National Standard 811
TrlDSactioD Set to fonnalmd deliver telephone bills sent via £leetroDic Data Interchange (EDI).
This is a national standard established and maintained by the members oElbe Telepbol1e Bill
Work Gro\lP (TBWO) and eertified by the Ameritan NationaJ Standards Institute (ANSI).
Members ofmis group Ire Dot permitted to deviate from the ado~ Dational nmdard without
approval ofma l'BWCi. SWB's EDI 811 Transaction Set is in ~mpliaDcc with me st&Ildards
escmlisbed by the TBWG ud mtified by ANSI. 015 selected EDr from three available options
for rec:iviDg its telephoD' billingnom SWB. And, as Mr. Canagena advised during the January
20, 1998 conference caJ~ his contact with the acc verified that no other CLEe apua1lng in
Oklahoma bas repOlUd any difficulty witb. the billmg received from SWB.

Even mough SWB's billiac to Drs complies wid\ the national industly S'WIdmb. as discussed
ahove, during Ihe Jaauuy 2Q. 1991 eonftret:1~ C'all, SWB offered to consider whether it could
implement five toeal enhancements or changes to its EDI billIng. FoUl" oCthe five items raised by
DTS have b~ completed, as described in Amcnment A, whUe the fifth item is the subject cf
f&ll1her investigation.
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During the JIIWaIY 20, 199' coafen:nc:e cal!, SWB also agreed CO pamit any ofth~ DrS
cnptoyecs ftO ammded S'9IB Toclbas' vaiNnZ during July, 1997 to attend the TooIDal training
swion a second time at no additional eGarF. 011 Jaluwy 21, 1991, SW'B provided Drs with a
list ofall tniftiDs sessions ~vailable d'lriDg the momb oCCebruaxy 1998. Tn addition., SWB ~

n:iterateS here, as it did on the JUluary 20. 1998 c;Dnf~ cal~ 11$ wiUi:1gIUtSS to il\Vestigare any ..
question re:ardiDg billu\' presented ljy Drs whb the specificity required by the'termsaDd
coaditions oftheR~e Agreement

Durinl the Janumy 20, 1991 c:antereoce ealt. DTS agreed to call SWB no later than nooa on
January 22. 1991. to advise SWB afthe amount ofbilled charges DTS disputes for the months of
May throu&h October 1997, iDclusive. DiS Nprestftted tbatthey bad completed auditiag the
bills for this period. DTS also committed to advise SWB by January 22 ofthe undisputed
amount DTS would be paying SWB and wben SWB would be paid.

On the monUn; orJanlW)' Z2, 1998, Mr. Rcn Taylor ofDTS advised SWB's Mrs. Laa~J Wood
that OTS dispum5 It least 6.6% of the amount Drs owes SWB for the period from May tbrouSb
October, 1997, inclusive. Mr. Taylor added that DTS was still in me process of audi!iDg the May
to Oc:1Ober bills for additional disputed amo=t(s) relaIU1g to installation charps. While on th.is
call. Mr!. Wood calc:u1ated the resulting uncUsp_ amount owed by DrS foe' the period May
lhtougb October, 1997, inclusive. and advised Mr. Taylor ofthat sum. She also reminded Mr.
Taylor that, as ottbat dl%e. DTS was delinquent in paying its bills for the months of Novetnber
and December, 1997, and reminded him ofthe additional amolUltDrs owes SWB for those two
months.

Mr. Taylor told Mrs. Woodthlt he would consider paying flfty percent afthe UDdisput= amount
fur the period May through Oc:to'ber, 1991, i.Dclusive. He advised that be was unable to make a
commitment to pay any amount during this convtrS31iOn, but promised to contact her la=r in the
afttmoon with a commitment. Mrs. Wood explained to Mr. Taylor that the flfty percent
mentioned during the Ianuazy 20, 1998 confcrc:a= tall wu used solely as an t.umple duriDg thilt
cQnvanncm, and did liCIt represent the pertioll ofthl: delinquent amount due in aecordmce with
the terms ofthe Resale Apment

Thai &ftc:n:laon, Mrs. Wood called Mr. 'Taylor. At this time, Mr. Taylor offfteli to pay
appraximately 14.6% ofthc: sum owed for the period from MaythrDugh Octooer, 1997. inclusive.
Mr. Taylor also inquired whether SWB would accept DrS' ace:cunts receivable In partial
payment oftbe sum owed. Mr. Taylor was advised SWB would not aceept DrS' "CO\Ulb

reeavable; be W2$ also infonned that the 14.6% offered would Dot be sufficient to satisfy the
terms ofthe Resale Apea:aent. Mr. Taylor commitmd tn contact Mrs. Wood 111m It 5:00 p.m.
When Mr. Taylor failed to call as promised, Mrs. Wood called him. but was advised that he was
not ..vailable.

On Jmuary 23, 1991 at approximately 10:00 a.m., Mrs. Woad called Mr. Taylor and was
infonnc:d that he was unavailable. Her caU was reftfted to Mr. Scott Liner: Senior Vice President
ofDTS. Mr. Uaertcld Mrs. Wood that he wu e:cmpo.sicg a letter which ;ould be sent!C SWB
va ovemight delIvery, tapther with. check representing approximately 5.8% ofIhe amount
awed for the period.May through Oaober, 1997, inclusive. SWB received. tbe pac:kage
containing the letter and the cheek the moming ofJanuary 28, 1998.
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After application of1bech~ reecived JanulI) 28, 1998, IS orIanu~30, 1991, Drs' account
with SWB had 1ft aumtaadiag balanc:& ofapproximatel)' 94% of the lIet amoUllt billed DTS by
SWB since DTS beam opetations in Miy 0(1991. Marc than 61% o{this outstaAding balance is
"pl.S'l due" IS dmaed in the Resale Agreemmt. SWB plans to send 015 che toDccUon letter :>

required by Sect;OQ XIIJ.A of ilS RaaJ~ Agreement prier to, the close ofblsin~ on Fcbtw'Y 2,
1991. • . -. _....

[ trust this intonnaticn will suffice to permit you to close.)'Our file on this matter. Pleas~ accept
our appreciation for the professionalllWJner in which you CDndUcted un: two c:onfcrcnce calls and
for the considerable lillie you invested ;A stUdying the materials submitted by SWB and DTS. If
you have jDyother qoestions or ifwe can be ofnnther assistance in this natter, please fl:el free te
contad me.

Sin~ly.

~~
Christine .nnes

(;c:: Honorable WiUiam E. Kennard., Chairman, FCC
Honorable Ed Apple, Ch.a.irmUl OCC "
Honorable Bob Anthoay, Vice Chairman. acc
Honorable Demse A. Bod~ CommissionCt, acc
Dnw EdmoJulsoa. EsquiR, Oklahoma Attorney General
John Gny, £Squire. Senior AssistaDt General Counsel, acc
Jonathan B. Lee. Esquire, Depan:rnent ofJustice

Ron Taylor, CEO, Wtstm1 Oklahoma long Distance d/b/a Dill Tone Savers
Jim Haant.h, Jua Mmager, Southwestern Bell Telephone Company
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